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1 . McKenna 

2 . Shoemaker & Bowen 

3 . Lewis 
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1 . Copeland 

2 . Churchill 

3 . Snigh & Narus & Anderson 

4 . Jacoby &  Chestnut 

5 . Kavali 
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1 . Ball 

2 . European Customer Satisfaction Index (ECSI) 

3 . Leverin & Liljander 


